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METHOD AND SYSTEM FOR RECOGNISING A SPOKEN 
IDENTIFICATION SEQUENCE 

Tte present invention relates generaUy to melhods and systems for 
5 recognition of spoken identification sequences, and in pardcular to ^e 
identification ofspolcen identification se<F.encesl.ving one of n^ltiplepossA^e 

predefined formats. The present invention is smtable for use m the 
identification of vehicle Hcence number plates, and it will be convenient to 
describe the invention in relation to that exemplary appUcation. It ts to be 
10 appreciated,however,thattheinventionisnotlimitedtothatappUcationonly. 

Many institutions, such as banks and department stores. aUow customers 
access over a telephone network a wide variety of services. Before the 
advent of touch-tone telephones, a customer would obtain these services 
teough interaction with a live customer services representative. As touch-tone 
15 telephones became more prevalent in homes, these institutions began swrtchmg 
to automated customer access systems. After dialling a telephone number, a 
customer using such systems would be asked to enter various numbers or 
identifiers in order to access die services providedby those institutions. 

The next generation of automated customer access systems ehmmated 
20 the use of a telephone keypad in at least part of the interacdon with a caUer, by 
fte use of a speech recognition system that would prompt a caUer to speak 
required identifiers intoatelephone handset, and would then analyse the spoken 

identification sequence to determine the service requested by the caller. 

However, exact correspondence between a recognised identification 
25 sequence and/an identification sequence spoken by a caller is difficult to attam. 
In particular, conventional telephone lines introduce signal noise and restncfve 
b^d width limitations into the spoken voice signal. Such a deterioration m the 
voice signal may cause a remote voice recognition system to produce a 
^gnised output that does not correspond to a spoken identifier. These 
30 limitations may cause the voice recognition system to confiise similar soundmg 
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letters and numbers. Moreover, variations in the speech patterns, pronunciation 
and intonation of oaUers further limits the likelihood of successfully recogmsmg 
identification sequence spoken by the caUer. 

It would therefore be desirable to provide a me&od and system for 
5 recognising a spoken identification sequence that enhances the reliabiUty and 
performance of existing voice recognition systems. 

It would also be desirable to provide a method and system for 
recognisingaspoken identification sequence that hasahigh level of automation 

and minimises fl>e time required to be spent with a hve customer service 

10 representative. 

It would also be desirable to provide a method and system for 
recognising a spoken identification sequence that ameUorates or overcomes one 
or more disadvantages of known voice recognition systems. 

Witii this in mind, one aspect of die present invention provides a method 
15 for recognising a spoken identification sequence mcluding one or more different 
types of identifiers, tiie spoken identification sequence having one of a plurality 
ofpossible predefined identifier type formats, the mefliod including the steps of: 

(a) maintaming a database of identification sequences havmg at least 
a first of said possible predefined identifier type formats, 
20 (b) establishmg a comiection between a caller and a voice recognition 

system operatively connected to the at least one database, 

(c) selecting one of said possible predefined identifier type formats, 

and 

(d) if tire voice recognition system determines that the selected 
25 identifier type format corresponds to said first identifier type format, providing 

said spoken identification sequence to (he voice recognition system for analysis 
according to the first identifier type format. 

In one embodiment of tiie invention, one type of identifier is a letter. 
Another type of identifier may be a number. In this way, the spoken 
30 identification sequence may comprise an alpha numeric sequence of characters. 
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In one embodiment, the identification sequence may be a vehicle licence 
plate number. The predefined identifier type format may comprise a 
combination of a series of one or more letters and a series of one or more 
numbers defining the vehicle hcence plate number. 
5 In a fiirflier embodunent, the method may include Ihe step of the caller 

entering information via a telephone keypad in response to prompts for 
information from an interactive voice response system. 

Another aspect of the invention provides a method for purchasmg a pass 
for a toll road network, including the steps of: 
10 recognising a spoken identification sequence according to the above- 

described method; and 

purchasing the pass for use in conjunction with a vehicle associated with 
the spoken identification sequence. The identification sequence may correspond 
to a vehicle licence plate number. 
15 . Another aspect of Ihe mvention provides a method for recognising a 
spoken identification sequence including one or more different types of 
identifiers, tiie spoken identification sequence havmg one of a plurality of 
possible predefined identifier type formats, the method including the steps of: 

(a) maintaining at least one database of identification sequences 
20 having at least a first of said possible predefined identifier type formats, 

(b) selecting one of said possible predefined identifier type formats, 

(c) determining that the selected identifier type format corresponds to 
one of the predefined identifier type formats, said determination being 
performed by a voice recognition system, and 

25 (d) if the voice recognition system determines that the selected 

identifier type format corresponds to one of said predefined identifier type 
formats, providing said spoken identification sequence to the voice recognition 
system for analysis according to the predefined identifier type format. 

The identification sequence may be a vehicle licence plate number. Thus 

30 a user, by enunciating a vehicle Ucence plate number as an identifier may, at the 
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option of providing a password or other user identifier, obtain access to a further 
database that contains details of multiple registered licence plate numbers. 
Furthermore, the user may have access Ihrough this user identifier to details of 
one or more accounts maintained for each registered licence plate number, and 
5 may optionally modify selected accounts and/or registered licence plate 
numbers. 

Alternatively tiie user, who may be a caller, can establish a connection to 
a voice recognition system connected to liie at least one database and provide a 
spoken identification sequence which is recognised as corresponding to one of 
10 the predefined identifier type formats. In this way, any vehicle Ucence plate 
number, for example, can be spoken and recognised by the system. 

A further aspect of the invention provides an information processing 
system for recognising a spoken identification sequence including one or more 
different types of identifier. Hie spoken identification sequence having one of a 
15 plurality ofpossible predefined identifier type formats, tiie system including 

at least one database of identification sequences having at least a fnst of 
said possible predefined identifier type formats, and a voice recognition system 
operatively connected to the at least one database and including a processing 
unit and associated memory means for storing computer program code for 
20 causing tiie processing unit to perform the steps of: 

receiving one of said possible predefined identifier type formats selected 

by a caller, and 

if tiie voice recognition system determines that tiie selected identifier 
type format corresponds to said first identifier type format, analysing said 
25 spoken identification sequence provided to tiie voice recognition system by tiie 
caller according to the first identifier type format. 

Yet anotiier aspect of tiie invention provides a voice recognition system 
forming part of tiie above described information processing system. 

A further aspect of tiie invention provides a computer program including 
30 computer program code for use in conjunction witii tiie above-described voice 
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recognition system, the computer program code causing the above described 
processing unit to perform the above-mentioned steps. 

The foUowmg description refers in more detail to the various features of 
the method and system for recognising a spoken identification sequence of the 
5 present invention. To faciUtate an understanding of the invention, reference is 
made in the description to the accompanying drawings where the method and 
system for recognising a spoken identification sequence are iUuslxated in a 
preferred embodiment. It is to be understood however that the invention is not 
limited to the preferred embodiment as illustrated in the dravnngs. 
10 ; In the drawings: 

Figure 1 is a schematic diagram illustrating one embodiment of an 
information processing system according to the present invention; 

Figure 2(a) is a flow chart illustrating tiie functional steps performed by 
the mformation processing system of Figure 1 using speech recognition and 
15 interactiye voice responses; 

Figure 2(b) is a flow chart iUustratmg the functional steps performed by 
the information processing system of Figure 1 using a combination of telephone 
keypad input by a caller, speech recognition and interactive voice responses; 
and 

20 Figures 3 to 6 are flow charts illustrating the fimctional steps performed 

by the information processing system of Figure 1 in the recognition of a spoken 
vehicle licence plate number forming part of the fimction steps depicted in 
Figure 2. 

Referring now to Figure 1, there is shown generally an information 
25 processing system 1 including a voice recognition system 2. database 3, 
telephony switch 4, call centre 5 and computer/telephony integration system 6. 
The voice recognition system includes an interactive voice response system 7, a 
multi function speech processing platform 8, an echo canceller 9 and a 
transaction processing server 10. A telecommunications network 11 enables a 
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caller 12 to establish a comxection and interact with the information processing 
system 1. 

In nse the caller 12 initiaUy establishes a connection with the telephony 
switch 4 via the teleconununications network 1 1 . The call is initially directed to 
5 the echo canceUer 9 to elinrinate or reduce .he effect of an echo in the speech 
signal ftom the caller 12. The speech signal is then provided to the input of the 
. interactive voice response system 7. A natural speech recognition apphcahon 
enables the interactive voice response system 7 to accept and interpret natural 
language speech input ftom the caUer 12. The mteractive voice response system 
10 7 provides an output to the caller 12 in the fomr of prerecorded messages or 
computer generated speech, and accepts and mterprets voice response mputs 
from the caller 12. 

Processmg of the speech signal ftom the caller 12 in response to the 
various prompts provided by the- interactive voice response system 7 are 
15 processed and analysed by the multi function speech processing platform 8. 
The analogue speech signals provided at the mput of the muW function speech 
processing platfom. 8 are converted into digital signals corre^ding 
predefined alpha numeric or other identifiers corresponding to a caller spoken 
signal The interactive voice response system 7 provides an output to the 
20 telephony switch 4 in order to selectively divert calls ftom the caller 12 to the 
caU centre 5 and handling by a Uve customer services representative. 

The database 3 stores identification seciuences of alpha nmnenc or other 
identifiers, such as vehicle Ucence plate numbers. Tb. transaction processing 
server 10 acts to match a spoken identification sequence provided by a caUer 12 
25 with an identification sequence maintamed in the database 3. 

Tire computer/telephony mtegration system 6 acts to receive information 
captured by the interactive voice response system 7 and flie transaction 
processing server 10 during interactions with the caller 12, and to provide this 
captured information as required to a customer services representative dunng a 
30 direct interaction with a caller 12. 
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The interactive voice response system 7, nn.lti function speech 
processing platform 8 and transaction processing server 10 each include a 
processing unit and associated memory means for storing computer prog^m 
code to cause each of fliese elements to perform the ftnctionality illustrat«J m 
5 Figures2(a).2(b)andFigures3to6. m particular. Figures 2(a), (2(b) illustrates 
a method for enabling ti.e caller 12 to purchase a pass for a toll road network 
using the information processing system 1 shown in Figure 1. 

Mtially. tire caller 12 estabUshes a com.ection wifli the information 
processing system 1 by dialling in through the telecommunications network 11 
10 andtelephonyswitch4.UponestabUshmentof.heconnection.theinte,.ct.ve 

voice response system 7 provides a computerised welcome message at step 20 
m Figure 2(a). to the telephony switch 4 for transmission to tire caUer 12 At 
step21,flreus«isprompted to provide the intendeddate on wUchtiieyw.ll be 

usmgtiietollroadnetwoikmquestion. Upon receipt of tiiat date informatr^a, 
the caller 12 is tiien prompted to p«,vide tiie class of file vehicle for which the 
pass is to be issued. At step 23, the caller is prompted to provide the mate and 
Wei of tiie vehicle for which tiie pass is to be issued, and at step 24 whe.h« 
flie pass is to be for a predetermined period of time or for a predetermmed 
oortionoftiie toll road network only. 

Having successfimy provided tiie information at steps 21 to 24 required 
for a pass to be purchased, tiie interactive voice response system 7 provides 
computer generated speech to tiie telephony switch 4 for transmission to tiie 
caller 12 detailing flie terms and conditions of tiie pass to be purchases. Tie 
information p«>vided in steps 21 to 25 may be entered by the user either by 
conventional h»ch-tone data entry, or by simple interactions, wrtii tiie 
tateractivevoiceresponsesystemsr Many of fliese interactions require eitiiera 

"yes" or "no" «sponse from tiie caller 12, or require tiie caller 12 to provide one 
of a limited number of spoken word responses tiiat are relatively easily 
distinguishable by flie multi fimction speech processing platform 8. 
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At step 26, the caller 12 is prompted by the mteraotive voice response 
systemTto provide the Ucence plate nmnber of the vehicle for which the pass is 

to be purchased. Unlike the information provided by the caller 12 in response to 

prompts from the hiteractive voice response system 7 in steps 21 to 25, a vehicle 

5 Ucence plate number spoken by the caller 12 may be a numeric sequence of 

variable length, a sequence of letters of variable length, or both combined m a 

alpha numeric sequence. The number and position of each alpha numenc 

identifier in the Hcence plate number may also vary, as may the number of 

identifiers used in each vehicle licence plate number. Accordingly, the 

10 . recognition of a spoken identification sequence corresponding to a vehicle 

Ucence plate number is difBcolt, and results in high error rates in known 
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However, aocordmg to fl>e present invention, prior to an analysis of a 
spoken identification sequence by the multi function speech processing platform 
8 pre filtering of the vehicle licence plate nmnber occurs. The possible 
predefined identifier type formats of various types of vehicle licence plate 
numbers flmt may be required to be recognised by the information processmg 
system 2 are stored in &e interactive voice response system 7. For exan5)le, a 
first type of vehicle licence plate number may have a predefined identifier type 
format consisting of a series of three letters followed by a series of teee 
numbers. Ottier ptedefined identifier type formats may consist of one or more 
series of letters and/or numbers of differing lengths and positions. 

By prompting the caller 12 to identify the predefined identifier type 
format in which the vehicle Ucence plate number is subsequently to be spoken, 
fte task of recognising fl>e vehicle Ucence plate number ftom the identification 
sequence spoken by tiie caller 12 is greafly facilitated. 

Accordingly, at step 40, in Figure 3 the interactive voice response system 
7 provides a computerised speech signal to the caller 12 asking, in tins example, 
whether the vehicle for which the pass is to be issued has a vehicle licence plate 
™mber m a standard format of three letters foUowed by three nmnbers. Upon 
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teceiving flie response ftom fee caUer 12 at step 41, and analysis of the "yes" or 
• W response at step 42, the user Is requested to speU the Ucenee plate number 
(see Figure 4). or alternatively this step is bi passed and a subsequent step m the 
process illustrated in Figure 2(a), such as the entry of credit card details at step 
5 27 is performed. The user is then able to purchase a pass for use m conjunction 
with a vehicle associated with the vehicle licence plate number (or other spoken 
identification sequence). He vehicle Ucence plate number may be provided to 
a customer service representative at the call centre 5 once information has been 
collected by the interactive voice response sy^em 7 in relation to the other steps 

10 shown in Figure 2. 

At step 50 in Figure 4, the caller 12 is prompted by the interactive vmce 
response system 7 to speak the vehicle licence plate nmnber. At step 51 the 
spoken identification sequence is provided by the caller 12, and analysed by the 
™lti function speech processing platform 8 at step 52. In so doing, the spoken 
15 identificationsequenceprovidedbythecaller 12 to the voice recognition system 
, 2 is analysed according to the identifier type format indicated by the caller 12 m 
the response provided at step 41. If it is determined at step 53 that a valid 
Ucence plate number has not been provided, an error handling procedure « 
enabled at step 54. Otherwise, arfher processing offhe request for a pass to the 
20 toll road network takes place. 

At step 55, a data field recordmg the nmnber of passes that have been 
issued to the caller 12 within a previous twelve month period is accessed. At 
step 56, a determination is made as to whether more than a predetermmed 
nmnber of passes have been issued during that period. If this is the case, the 
25 interactive voice response system 7 plays a computerised speech message to the 
callerl 2 that that predefined limit has been exceeded, and information captured 
by the mteractive voice response system 7 fiom the caller 12 is transferred to a 
customer service representative at the call centre 5 for further handling of the 
call at step 58. If the number of passes issued to the caUer 12 withm the 
30 preceding twelve months has not exceeded a predefined Umit, an assessment 
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„«y be made at step 59 as to the degree of confidence in the recognition of the 
spoken identification sequence ftom the caUer 12. Upon detennination that the 
vehicle licence plate nnxnber has been identified wi& a high degree of 
confidence, payment for the toll road network pass may be initiated at step 60. 
5 Ofterwise, the call, tog^er with information captured by the interactive vorce 
response system 7, may be transfi^rred to a customer service representative of 
the call centre 5. 

Figure 2(b) shows an alternative process to that shown m Figure 2(a) for 
p^ohasing a pass for a toU road network, using the information processmg 
10 system 1 shown m Figure 1. Again initiaUy the eaUer 12 estabHshes a 
connection with &e information processing system 1 by dialling on the« 
telephone tenninal using .he telecommunications network 11 and telephony 
switch4 Steps 100 through to 114 may be processed via telephone touch-tone 
data entry by the caller and interactive voice responses ftom the system 1. Thus 
15 at step 100, upon establishment of the eom.ection the interactive voice response 
system 7 provides a computerised welcome message for transmission to tire 
caller At step 102 the user is prompted t» enter tire intended date of tiavel over 
the toll road network Upon receipt of timt date mfonnation, the caller 12, rs 
ten prompted to enter into their telephone terminal the class of ihe vehicle for 

20 which the pass is to be issued at step 104. 

At step 106 tire type of pass is promptedbytiie interactive voice response 

system 7 for entry by tire caller, whether tins is for a predetermined period of 
toe or for a predetermined portion of the toll road network only. The terms 
and conditions of tile pass to be purchased is recited back to tiie caUer at step 
25 108 wherebyti.esys.em7provides computer generated speech to the telephony 
switch 4 for transmission to tiie caUer 12. At step 110 tiie caUer is tiien 
prompted by flie system 7 to enter tiieir credit card number and expiry details. 
At step 112 tiie caller is given tiie option of bypassing steps 116 to 124 which 
thereby natural language speech input ftom flie caller is accepted and 
30 interpreted by tiie voice response system 7 in accordance witii tiie processes 
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undertaken with respect to Figure 2(a). The caller has the option to be 
transferred to a customer representative at step 114 to continue to complete the 
process for obtaining a pass for the toll road network. 

At step 116 the caller is prompted to provide the make and model of the 
5 vehicle for which the pass is to be issued, which is similar to step 23 m Figure 
2(a). At step 118 the caller is prompted to provide the licence plate number of 
the vehicle, similar to step 26 m Figure 2(a) and Iben confirm the details at step 
120. The payment is then processed by the system 1 at step 122 and at step 124 
the process is complete. 
10 In an alternative embodiment, confirmation of the vehicle licence plate 

number may be requested. As seen in Figure 5, an assessment may be made at 
step 70 as to whether this is the first confirmation to be performed. If so, the 
vehicle Ucence plate number recognised by the interactive voice response 
system 7 is played back to the caller 12 at step 71. A response as to whether 
15 this is the correct vehicle licence plate number is then provided by caller 12 at 
step 72, and interpreted at step 73 by the multi function speech processing 
platform 8. If the caUer 12 confirms that the correct vehicle Ucence plate 
number had been interpreted, a message of thanks is played to the caller at step 
74 and the identification of a credit card information for payment of the pass at 
20 step 27 proceeded with. Alternatively, a message requesting the caller 12 to 
repeat the vehicle licence plate number is played to the caller 12 at step 75, and 
a second attempt at confirmation occurs. 

As seen m Figure 6, the interactive voice response system 7 determines at 
step 80 whether this is tiie second confirmation attempt If the second 
25 confirmation attempt has aheady been attempted unsuccessfully, a message is 
played at step 81 to the caller 12 indicating tiiat identification of the vehicle 
licence plate number has been unsuccessfiil. At step 82, a further message is 
played to the caller 12 by the interactive voice response system 7, indicating that 
credit card details will subsequently be obtained firom the caller 12, prior to the 
30 call being transferred to a customer service representative firom the call centire 5 
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in order to obtain the vehicle licence plate number from a live interaction with 
that customer service representative. 

Alternatively, if at step 80 was determined that fliis was the second 
attempt at eonfirmaticm, the voice response provided by the caller 12 is 
5 analysed,andreplayedtothecaUerl2atstep83. A voice input provided by the 
caller 12 at step 84 is then analysed at step 86 to determine whether the caller 12 
has confirmed correct recognition of the vehicle Ucence plate number. If the 
caller 12 has indicated "yes", a message of thanks is played to the user at step 
86 If the caller 12 has indicated "no", a further message is played to the user at 
10 Step 87 requesting that the user repeat the vehicle Hcence plate number. 
Recognition of the vehicle licence plate number is then re attempted at step 88. 

FinaUy, it is to be understood that various modifications and/or additions 
may be made to the method and system for recognising a spoken identification 
sequence without departing ftom the spirit or ambit of the present invention as 
15 defined hereabove. 
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CLAIMS 

1 A meaod for recognismg a spoken identification sequence including one 
o^^ore different types of identifiers^e spoken identification se<r.enceha,^g 

one of a pW of possible predefined identifier type fonnats, the meftod 

5 including the steps of: 

(a) maintaining a database of identificadon sequences having at least 
a first of said possible predefined identifiertype fonnats; 

(b) establishing a connection between a caller and a voice recogmtton 

systemoperativelyconnectedtotheatleastonedatabase; 
10 (c) selecting one of said possible predefined identifier type formats 

(d) if the voice recognition system determines that Are selected 
identifier type format cor^sponds to said first identifier type format providing 

said spoken identification sequence to the voice recognition system for analysrs 
15 according to the first identifier type format. 

2. A method according to claim 1 , wherein one type of identifier is a letter. 

3. A method according to either of claims 1 or 2. wherein another type 
20 of identifier is a number. 

4. A meflvod according to claims 2 and 3, wherein the spoken identification 
sequence comprises an alpha numeric sequence of characters. 

25 5. A method according to any one of the preceding claims, wherein the 
identification sequence is a vdiicle Kcence plate number. 

6 A method according to claim 5, wherein the predefined identifier type 
format comprises a combination of a series of one or more letters and a series of 
30 one or more numbers defining the vehicle Ucence plate number. 
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7. A meliiod according to any one of the preceding claims, the melhod 

further including the step of: 

the caller entering information via a telephone keypad in response to 
prompts for information from an interactive voice response system. 

^ 8. A meihod for purchasing a pass for a toll road network, including the 
steps of: 

recognising a spoken identification sequence according to any one of the 

preceding claims; and 
10 purchasing the pass for use in conjunction with a vehicle associated with 

the spoken identification sequence. 

9. A method for recognising a spoken identification sequence including one 
or more different types of identifiers, the spoken identification sequence having 
15 one of a plurality of possible predefined identifier type formats, the method 

including the steps of: 

(a) maintaining at least one database of identification sequences 
having at least a first of said possible predefined identifier type formats; 

(b) selecting one of said possible predefined identifier type formats; 
20 (c) determining that the selected identifier type format corresponds to 

one of the predefined identifier type formats, said determination being 
performed by a voice recognition systen^ and 

(d) if the voice recognition system determines that Ihe selected 
identifier type format corresponds to one of said predefined identifier type 
25 formats, providing said spoken identification sequence to the voice recogmtion 
system for analysis according to the predefined identifier type format. 

10. A method according to claim 9, wherein the identification sequence is a 
vehicle licence plate number. 

30 
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U A method according to claim 10, the method further including: 

providing user access to a farther database containing details of multiple 
registered licence plate numbers. 

12. A method according to claim 11, wherein user access to said further 
datdjase is facilitated upon piovidmg a user identifier. 

13. A method according to either one of claims 11 or 12. &e method farther 
including: 

10 providing user access to one or more accounts maintained for each 

registered licence plate number. 



5 



14 AmethodaccordmgtoclaimlS.themethod&rtherincluding: 

enabling user modification of selected accounts and/or registered hcence 
15 plate numbers. 

15. A method according to any one of claims 9 to 14, the method farther 
including: 

the user establishing a comrection to a voice recognition system 
20 comiecd to the at least one database, and providing a spoken identificaf on 
sequence which is recognised as corresponding to one of the predefmed 
identifier type formats. 

16 An mformation processing system for recognising a spoken identification 
25 sequence mcluding one or more different types of identifier, the spoken 
identification sequence having one of a pluraUty of possible predefined 
identifier type formats, the system including: 

at least one database of identification sequences having at least a first of 
said possible predefined identifier type formats; and 
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a voice recognition system operatively comiected to the at least one 
database and including a processing unit and associated memory means for 
storing computer program code for causing tiie processing unit to perform the 
steps of: 

5 receiving one of said possible predefined identifier type formats selected 

by a caller, and 

if the voice recognition system determines that fee selected identifier 
type format corresponds to said first identifier type format, analysing said 
spoken identification sequence provided to the voice recognition system by the 
caller according to (he first identifier type format. 

17 A voice recognition system forming part of an information processmg 
system for recognising a spoken identification sequence includmg one or more 
different types of identifier, flie spoken identification sequence having one of a 
1 5 plurality of possible predefined identifier type formats, the system including: 

at least one database of identification sequences having at least a first of 
said possible predefined identifier type formats; and 

vvherein the voice recognition system is operatively comiectable to the at 
least one database and includes a processing unit and associated memory means 
20 for storing computer program code for causing the processing unit to perform 
the steps of: 

receiving one of said possible predefined identifier type fomiats selected 
by a caller; and 

if fte voice recognition system determines that the selected identifier 
25 type format corresponds to said first identifier type format, analysing said 
spoken identification sequence provided to the voice recognition system by the 
caller according to the first identifier type format 
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18. A computer program including computer program code for use in 
conjunction with the voice recognition system of claim 17, the computer 
program code causing the processing unit to perform the steps defined in 
claim 17. 
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